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Abstract
The paper presents a summarised theoretical background on leaders‘ spiritual intelligence (SI) and the service quality of 
organization research. SI is the new secular scientific paradigm of spirituality, which addresses fundamental challenges currently 
faced by businesses, influences all areas of life and provides individuals with the capability of sustainable performance at 
extraordinary levels. The links between SI and the service quality of organization is explained by the formed the conceptual 
interaction model which could help to emerge new possibilities for future theoretical and empirical research.
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1. Introduction
The rapid changing world with globalization and the increasing complexity of life create a turbulent environment 
that requires optimal flexibility and abilities to adapt on the individual level as well as on the organizational level. In 
contemporary world, when relativity is common to all areas of life, the problem of the age is not the lack of 
information, but rather its abundance. Humans are not able to rationally manage the flow of information that 
RYHUZKHOPV WKHP %DUY\GLHQơ	.DWLOLHQơ 6XFK VLWXDWLRQ FRQGLWLRQV WKH OLPLWDWLRQRI WUDGLWLRQDO UDWLRQDO
organisation management styles. Organisations need to look for the new ways of finding synergy between rational 
and spiritual aspects. One way represents the attempts to base the organisation on spiritual intelligence while 
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forming organisational identity, assuming organisational individuality and essence, and understanding actual basis of 
the existence. It was believed that spiritual in not acceptable for business world. But recently noticeable the growing 
interest of spirituality among managers and leaders. According to Nandram & Borden (2009) management will 
understand the relevance of spirituality if it is related to organizational output answering the question of why 
spirituality matters to the business world.
In order to be successful, organizations require effective management in four critical domains: data, money, 
materials and human energy. New corporate performances criteria known as the Quadruple Bottom Line from 
businesses require being economically viable, environmentally sound, socially responsible and spiritually intelligent. 
Organizations wishing to meet these quadruple bottom line criteria need leaders with high levels of spiritual 
intelligence (Salicru, 2010).
Business spirituality is the operationalization of the corporate soul. The main purpose of a company is overall 
quality along with the quality of the service. This quality, based on professional approach, has an optimal effect, 
which could be measured quantitatively (de Blot, 2010). This is the level of doing which engenders profit where 
data, money, materials are managed. Human energy resources stem from a deeper level of awareness, the level of 
being. SI is the science of human energy management that clarifies and guides the structure of awareness, which 
allows access to a full range of human capabilities required to succeed in life and prosper in the current economic 
environment and social climate (Salicru, 2010). That is why SI important for the service quality of organization: 
customer satisfaction and perceptions of the quality of services are significantly influenced by the behavior and 
attitudes of the service organization employees, especially leaders. The leaders creates, represents and fosters 
organizational culture which as a bridge uniting the efforts of all employees and is based on the people’s spiritual, 
emotional, cultural values to achieve common goals of the organization. Zohar (Salicru, 2010) also presents spiritual 
capital as the vision and model for organizational and cultural sustainability within a wider framework of community 
and global concern and this makes a compelling business case for SI in the current corporate world, which faces 
unprecedented challenges related to ethics and corporate social responsibility.
Despite the interdependence of leader‘s spiritual intelligence and the service quality of organizations, scientific 
literature shows that to date these two concepts have usually been analyzed separately. Various authors examines SI 
in some methodological aspects in a narrow interest group (de Blot, 2010; King, 2008; Zohar & Marshall, 2006), in 
VSHFLILFFRQWH[W%DUY\GLHQơ	.DWLOLHQơ1DQGUDP	%RUGHQ6DOLFUX10), trying to establish some 
links and in the context of leadership (Giles, 2012; Hildebrant, 2011; Karakas, 2008). There is also a lack of research 
in the context of the leaders and service quality of organization. Previously quality has been analysed from the 
SHUVSHFWLYHRIFRQVXPHUVRIFHUWDLQRUJDQLVDWLRQDOVHFWRUVRQO\3LOHQLHQơ	âLPNXV3RãNXWơ	%LYDLQLHQơ
2011; Urban, 2005). Thus, the lack of scientific data in regards to the influence of leader‘s spiritual intelligence on 
service quality of organisation allows stating the scientific problem - what are the links between leader‘s spiritual 
intelligence and service quality of organisation? 
The aim of the paper is to identify the theoretical links between leader‘s spiritual intelligence and the service 
quality of organization and to form the conceptual interaction model of leader‘s spiritual intelligence and the service 
quality of organization
The scientific basis of this article is the integration of two key insights related to different areas:
1. Defining leader‘s spiritual intelligence as attitudes, behaviors or practices enabling the implementation of 
spiritual principles in business;
2. The services quality of organizations based on effective organizational quality culture in which the declared 
values must coincide with the principles of quality
Leader‘s spiritual intelligence research. More than 70 definitions of spirituality have been introduced in the last 
decade. Spirituality is described as a holistic, multidimensional humanistic phenomenon that transcends the physical, 
social, and psychological being (Karakas, 2008). SI combines the constructs of spirituality and intelligence into a 
new construct. Developing SI is more of an experiential rather than a theoretical process. 
Many scientists (Giles, 2012; Hildebrant, 2011; King, 2008; Zohar & Marhall, 2006) SI conception associated 
with a person‘s ability to raise the goal, to find the meaning of performance and live a harmonious life. Some 
scientists dismiss the idea of SI as a form of intelligence suggesting, for example, that the paradigm of intelligence is 
too limiting and intelligence is a biological potential to analyze kinds of information in certain ways (Giles, 2012; 
Hildebrant, 2011; King, 2008). Spiritual intelligence, according to Zohar & Marshall (2006), depends on „inner“ 
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capacities of human brain: SI is based on the systems of human brain giving us initial opportunities to form the 
meanings, values, and believes. The ability of having a goal and finding a motivation to act and to live a harmonious 
live show natural capacities of human brain and represent human ability to understand the world and other people.
The issue of empirical evaluation of spiritual intelligence is especially relevant in scientific discussions. The lack 
of consensus between the researchers of SI influences the variety of models and evaluation tools. Such scientists like 
Emmons, Zohar & Marhall, Noble, Wolman, Vaughan, Amram & Dryer, King (Giles, 2012; Hildebrant, 2011; King, 
2008; Zohar & Marhall, 2006) define spirituality in various conceptual models towards individual well-being and 
consciousness models, Nasel (Giles, 2012) presents religion-related model. Different authors suggest the theoretical 
SI models reflecting their activity, experience and understanding, but the assessment tools provides only Zohar & 
Marshall, Wolman, Nasel, Amram & Dryer, King (Giles, 2012; Hildebrant, 2011; King, 2008; Zohar & Marhall, 
2006).
6HUYLFHTXDOLW\RIRUJDQL]DWLRQUHVHDUFK/LWKXDQLDQDQGIRUHLJQDXWKRUV3LOHQLHQơ	 âLPNXV3RãNXWơ	
%LYDLQLHQơ5XåHYLþLXV8UEDQKLJKOLJKW WKH LPSRUWDQFHRITXDOLW\ LQ WKHSURFHVVHVRIZRUOGµV
economic integration, sustainable and globalization as a main factor differentiating products of service industry and 
creating competitive advantage. 
Management literature proposes many different concepts how the notion service quality should be understood. It 
is difficult to describe the quality of services, because quality can be perceived objectively and subjectively. The 
objective quality relates to the external tangible things that can be measured, the facts. Objectivity enhances the 
calculations, the data errors, defects, time spent, costs and so on. The quality of the affected user’s imagination, 
personal experiencHVHPRWLRQVH[SHFWDWLRQVDQGDWWLWXGHLVEHLQJDVVHVVHGVXEMHFWLYHO\3LOHQLHQơ	âLPNXV
Therefore it is necessary to expand the concept of quality and include social, quality of life and other aspects; for 
example, the quality of life at work has a direct impact on the aspect of the performance of the organizations 
5XåHYLþLXV
Organizations must constantly raise the quality of services taking into account consumer preferences and 
expectations in order to survive the competition. The abundance of service quality evaluation models provided in 
VFLHQWLILF OLWHUDWXUH 3LOHQLHQơ 	 âLPNXV  3RãNXWơ 	 %LYDLQLHQơ  UHYHDOV WKH FRPSOH[LW\ RI VHUYLFH
quality evaluation and encourages the search for holistic model for quality evaluation. The common feature of the 
models is consensus that service quality is a multidimensional object according attitude held by consumers, with 
each dimension comprising of a number of attributes or service aspects.
Summarising it might be maintained that spirituality, expressed as leader‘s spiritual intelligence, is necessary for 
ethical conduct, employee work satisfaction, employee commitment, productivity, and competitive advantage of 
organisation. All this is closely related to the quality of services, creativity, and employee involvement in 
organisation. However, it will not have any effect on organisation, if the establishment and the development of 
quality are not supported by the organisation leader. Thus, the organisation leader is the main actor and the chain 
link of this process. Therefore one of the new insights for management intelligence for sustainable economy is the 
attempt to find the links between leader‘s spiritual intelligence and the service quality of organization.
2. Method
The paper is built on the analysis and synthesis of scientific literature which enable to describe the concepts of 
leader‘s spiritual intelligence and the service quality of organization. The chosen method allows to stress the 
relevance of leader‘s spiritual intelligence for service quality of organization from the point of researchers and for 
smart, sustainable economy. 
Two research instruments were used for methodological basis of forming the conceptual interaction model of 
leader‘s spiritual intelligence and the service quality of organization: first is King‘s (2008) SISRI-24 consisting of 
24 questions reflecting to four spiritual attributes; second is SERQUAL (Urban, 2009) allowing to identify leader‘s 
approaches to the services quality of organizations through evaluating dimensions of service quality: reliability, 
responsiveness, assurance, empathy. King‘s SISRI-24 appeared to better address the cognitive aspects and 
dimensions of spiritual intelligence supported by the literature (Hildebrant, 2011). Due to the balance of more 
comprehensive and holistic sub-category definitions, together with the ease of use of only four aspects for data 
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collection and analysis (Giles, 2012); furthermore, it most representative of current thinking of SI, whilst also being 
a simple enough construct (King, 2008) led to the selection of King‘s SISRI-24 model for the forming the 
interaction model. SERVQUAL methodology distinguished empirically based dimensions of service quality 
(tangibles, reliability, responsiveness, assurance, empathy) connected to the main groups applied to define the 
quality of service aspects relevant to user. Although the SERVQUAL methodology presented as a research tool for 
consumers, but creation, development and support of the service quality of organization depends on the leader‘s 
attitude, position, understanding, support and so on. Urban (2009) points that the service quality gap identification 
and dealing with it is a useful approach from a managerial point of view. Due research specificity, targets set, in 
respect of leader it is based for applying only four dimensions of service quality assessment (tangibles, reliability, 
responsiveness, assurance, empathy) wich associated with more intangible aspects.
3. Results
The theoretical model of interaction of leader‘s spiritual intelligence and service quality is presented in Figure 1 
based on compatibility of the components of spiritual intelligence of SISRI-24 evaluation instrument and the 
assessment dimensions of service quality of SERVQUAL methodology.
Figure 1. The theoretical model of interaction of leader‘s spiritual intelligence and service quality
Three of the four components of spiritual intelligence (Critical existential thinking, Personal meaning production 
and Conscious state expansion) are related to four dimensions of service quality assessment. Only one component of 
spiritual intelligence (Transcendental awareness) is related with two (empathy and sensitivity) dimensions of service 
quality assessment. 
The concepts of leader‘s spiritual intelligence and the service quality of organization analysed, although very 
different, have several contact points. First, both concepts enable seeking of individual perfection, only one is in a 
personal level, while the other is in a professional level. Second, both concepts require possessing and developing 







































Elements of manager‘s spritual 
inteligence components 





PMP: the connection of 
personal and organizational 
values and meaning 
TA1: deeper understanding 
of interaction and 
communication with others
TA2: coordinate different 
CSE1: Understanding the 
needs of users
CSE2: increased empathy 
CSE3: better concentration
CSE3: decreased tendencies 
to become distracted
R1: the ability to perform the 
promised service reliably and 
accurately
R2: the ability to provide the 
service right at first time
S1: to help the user punctual, 
quick and willingly
S2: flexibility and the ability 
to customize the service 
according to user needs
A: relevant knowledge and 
competence
E1: good communication
E2: ability to empathize with 
the user's position and look to 
his worries as to own
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4. Discussion/Conclusions
The scientific value of this paper consists of a new insight to the expression of spirituality in organisations. 
Summarising theoretical points of the interaction between leader‘s spiritual intelligence and the service quality of 
organization, it might be maintained that the development and the use of spiritual intelligence by organisation 
leaders in everyday activities forms new values and attitudes, showing off in behaviour of organisation leader and 
culture of quality. It changes service quality of organisation delivered to the consumers in both, individual and 
corporate, levels. 
The scientific insights in regards to the interaction between leader‘s spiritual intelligence and the service quality 
of organization presume the necessity of further research. Additional quantitative and, especially, qualitative studies, 
based on the theoretical model of the link between leader‘s spiritual intelligence and the service quality of 
organization, will provide new knowledge on the interaction of concepts delivered within the model based on 
synergy effect that conditions new quality attitudes and values.
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